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THE  HRD-TRAINING  SOLUTION 

Multi-regional  training  through  Regional  Training  Centers  is  now  happening,  thanks  to  the  Human  Resources 
Division  (HRD),  a  progressive  department  constantly  working  to  provide  new  ways  to  upgrade  and  enhance  the 
interface  for  all  public  employee  training. 

The  Challenge:  Accommodate  all  levels  of  public  employees  by  partnering  with  Higher  Education  in  order  to  m 

build  on  the  Commonwealth's  existing  resources  to  provide  superior  training  opportunities.  jtj 


The  Solution:     Provide  the  most  up-to  date  classes  as  determined  through  needs  assessment  and  provide 
those  classes  in  state-of-the-art  Regional  Learning  Centers  closer  to  where  public  employees  live  and  work. 


H 


SZ 


For  more  information,  contact  the  HRD  Training  Group  at  617-727-3777  or  visit  us  on  the  Internet  at 
www.state.ma.us/HRD/Training.  For  a  complete  description  of  all  courses,  see  HRD's  "Working  Together"  H 

FY  2000  Training  Catalogue  previously  distributed,  or  view  them  on  the  Internet  at  ^ 

www.. state. ma. us/HRD/Training 

o 

Note:  Due  to  the  implementation  of  statewide  HR/CMS  Training  in  Boston  and  many  of  the  Regional  Centers,  {* 

HRD  Training  courses  are  not  available  at  all  locations  for  the  months  of  January  through  April.  G 
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NEW  COURSE  OFFERINGS 
PROFESSIONAL  DEVELOPMENT 


Challenge  of  Alzheimer's 

This  full  day  program  focuses  on  caring  for  the  person  with  Alzheimer's.  This  program  will  help  caregivers,  family 

members,  and  others  understand  the  world  of  a  person  with  Alzheimer's.  You  will  learn  how  to  engage  a  person 

with  Alzheimer's,  including  useful  techniques  to  assist  with  ADL's.  You  will  review  the  causes  and  management  of 

aggressive  behavior,  and  explore  the  involvement  of  family  members  in  the  care  of  a  person  with  Alzheimer's. 

The  Massachusetts  Nurses  Association  has  approved  7.2  CEUs  for  this  program.  NASW  has  approved  6.2  hours 

for  Social  Workers.  « 

Location:  Worcester  Fee:  $65  C£ 

CNA  Safety:  How  to  Deal  with  Nursing  Home  Resident  Aggression  (A  Workshop  Especially  for  CNAs) 

Violence  by  residents  in  long-term  nursing  facilities  toward  Certified  Nurse  Aides  (CNA)  occurs  at  an  alarming  rate 
and  results  in  CNA  injuries,  loss  of  work,  poor  morale,  and  high  turn-over,  as  well  as  impacting  upon  quality  of 
care  issues.  This  half-day  program  will  assist  CNAs  both  in  decreasing  resident  aggression  and  dealing  with  the 
impact  of  a  violent  episode.  It  is  the  PRIMER  Program  -  PR,  Prevention  Recognition;  IM,  Intervention  Manage- 
ment; and  ER,  Emotional  Reactions,  which  has  been  accredited  by  the  Massachusetts  Nurses  Association. 
Location:  Worcester  Fee:  $40 

Prevention  and  Management  of  Aggressive  Behavior  in  Nursing  Home  Residents  -  the  Primer  Program 

This  half-day  program  is  for  nurses,  Certified  Nurse  Aides,  and  other  residential  personnel.  The  growing  number  of 
nursing  home  resident  assaults  constitutes  a  major  clinical  problem.  Families  reflect  this  distress.  You  will 
advance  your  knowledge  and  awareness  and  receive  practical  management  and  skills  training  in  this  challenging 
healthcare  area. Location:  Worcester        Fee:  $40 

Conducting  Business  on  the  Internet 

This  one-day  introduction  to  e-commerce  will  give  you  an  overview  of  the  way  business  is  conducted  on  the 
Internet.  In  this  workshop  you  will  learn  how  organizations  are  using  the  Internet  in  today's  business  environment. 
You  will  discuss  the  steps  your  organization  may  need  to  take  to  "get  connected"  and  the  options  available  to  you. 
Other  topics  will  include  strategic  planning,  budgeting  and  security  risks  and  controls.  A  textbook  is  included. 
Location:  Worcester  Fee:  $65 

Debt  Free  Workshop 

A  recent  survey  of  human  resource  executives  found  that  nearly  one-third  consider  employee  financial  problems 
the  most  pressing  and  overlooked  workplace  issue.  This  half-day  program  will  demonstrate,  step-by-step,  how 
you  can  pay  off  your  debt,  including  your  home  mortgage  in  five  to  seven  years.  You  will  leave  the  workshop  with 
a  complete  personalized  debt-elimination  plan.  Participants  should  bring  a  calculator  and  a  list  of  debts  showing 
balances  and  minimum  monthly  payments  to  class.  Each  participant  will  receive  a  workshop  workbook. 
Location:  Canton  and  Worcester  Fee:  $40 

Dynamic  Communication 

Managers  and  supervisors  know  how  important  it  is  to  communicate  clearly  and  effectively  with  employees  and 
the  public.  Effective  communication  can  mean  the  difference  between  success  and  failure  in  any  organization.  In 
this  one-day  seminar,  you  will  learn:  to  identify  your  unique  behavioral  style;  to  identify  the  style  of  others;  and  to 
adapt  your  style  to  suit  others.  These  three  simple  but  powerful  steps  are  the  keys  to  improving  employee  rela- 
tions and  customer  satisfaction.  This  course  includes  a  workbook  and  a  30  page  individual  behavioral  report. 
Location:  Worcester  Fee:  $139 


NEW  COURSE  OFFERINGS 
PROFESSIONAL  DEVELOPMENT 

How  to  Handle  Difficult  People 
<Z5        We  all  know  them,  and  what's  worse  is  that  we  all  have  at  least  one  of  them  in  our  lives.  No  matter  how  hard  we 
O       try,  we  can't  seem  to  connect  or  communicate  with  them.  In  this  one  day  course  you  will  learn:  20  practical 
^        ground  rules  for  handling  conflict;  to  be  assertive  without  being  aggressive;  why  some  people  irk  you  and  some 
q4        don't;  and  to  identify  the  many  faces  of  impossible  behavior.  You  will  also  learn  specific  coping  techniques  to 
U        deal  with  all  types  of  difficult  people;  to  keep  cool  and  not  crumble  under  pressure;  to  stand  up  to  bullies;  and  to 

monitor  the  mood-manipulators. 
q        Location:  Holyoke  Fee:  $199 

c/5        Interactive  Video  Systems  for  Conferencing  and  Instruction 


s 
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This  one-day  class  introduces  the  participant  to  videoconferencing.  Covered  in  this  class  are  ISDN  (Integrated 
Services  Digital  Network)  lines,  the  international  standards  of  common  usage,  the  ease  of  use  of  the  new  technol- 
£j        ogy,  the  features  of  most  H.320  compatible  equipment,  and  classroom  performance  in  front  of  a  camera.  Partici- 
pants will  learn  how  distance  learning  can  greatly  benefit  training  programs  and  how  they  offer  expanded  educa- 
te      tional  opportunities  from  institutions  of  higher  learning. 
S        Location:  Framingham  Fee:  $65 


fc 


Techniques  of  Interactive  Video  Use 

This  one-day  class  will  prepare  the  participant  in  the  various  approaches  to  using  interactive  video  for  instruction 

and  training.  Emphasis  will  be  placed  on  the  value  added  to  the  learning  experience. 

Location:  Framingham  Fee:  $65 

The  following  three  workshops  are  from  Achieve  Global.  Each  workshop  is  four-hours  in  length  and  uses  realistic 
video  modeling,  discussion,  practice,  feedback  and  planning  activities  to  build  participants'  skills  and  encourage 
the  transfer  of  new  skills  to  the  workplace.  Each  course  includes  a  participant  workbook. 
Location:  Worcester  Fee:  $89 

Clarifying  Customer  Expectations 

Quality  improvement  begins  and  ends  with  the  customer,  whether  internal  or  external.  Managers  and  employees 
learn  how  to  uncover  customer  expectations,  create  partnerships  with  customers,  and  devise  plans  to  meet 
customer  needs  without  compromising  organizational  requirements  or  resources. 

Quality:  Through  the  Eyes  of  the  Customer 

When  an  organization  begins  a  quality  initiative,  it  must  make  sure  employees  know  what  quality  is  and  what  they 
can  do  to  make  it  a  reality.  This  unit  communicates  the  quality  concept  and  raises  employees'  awareness  of 
quality  in  focusing  on  products  and  services  from  the  customer's  perspective.  Participants  learn  the  difference 
between  the  "good"  and  the  "bad"  costs  of  quality  and  explore  the  need  to  develop  systems  that  help  them  exceed 
customer  expectations. 

Resolving  Customer  Dissatisfaction 

Participants  learn  practical  skills  for  working  with  customers  (inside  or  outside  the  organization).  Whose  expecta- 
tions have  not  been  met.  Participants  learn  ways  to  defuse  the  customer's  annoyance  and  to  refocus  the  interac- 
tion on  a  successful  resolution  of  the  problem. 

COMPUTER  PROGRAMS 

Using  Microsoft  Office  to  Create  Lively  Documents 

This  4-hour  workshop  will  show  participants  how  to  use  features  in  MS  Office  such  as  word  art,  text  boxes,  and 
customized  tool  bars  to  make  distinctive  looking  documents  and  presentations.  Participants  will  also  learn  how  to 
use  search  engines  on  the  Internet  to  find  new  ideas,  free  clipart,  and  fonts.  This  is  a  hands-on  workshop. 
Location:  Gardner  Fee:  $49 


SCHEDULES 


Course  Listings  by  Location 


BOSTON  -  ONE  ASHBURTON  PLACE 

HRD-Suffolk  Univ.  "Skills  for  Career 

Event  Planning 

Tier  III:  Managing  People  in  Public 

Success" 

Five  Steps  to  Effective  Management 

Agencies 

Advanced  Conflict  of  Interest  Seminar 

HRD's  Breakfast  Roundtable  Info  Series 

Tier  III:  Senior  Level  Management 

Advanced  Supervisory  Practices 

Implementing  ADA 

Development  Program 

Assertiveness  Training 

Intermediate  Supervisory  Practices 

Tier  IV:  Senior  Executive  Management 

Basic  Workplace  Spanish 

Intermediate  Writing 

Program  (Harvard) 

Business  Writing:  Memos  &  Letters 

Introduction  to  the  RFR  Process 

Understanding  and  Preventing  Sexual 

Conflict  of  Interest  Seminar 

Policies  for  a  Barrier  Free  Agency 

Harassment-  Train-the-Trainer  and 

Core  Writing  Skills 

Professional  Skills  for  Support  Staff 

End  user 

Creating  Results  Through  Influence  & 

Public  Speaking 

Work  Organization 

Partnering 

Report  Writing 

Workplace  Communication 

Creativity  and  Innovation  for  the  New 

Speed  Reading  Skills  for  Managers 

Access                     Excel 

Millennium 

Stress  Management 

MS  Project               Outlook 

Customer  Relations 

Supervising  the  Marginal  Employee 

PageMaker              PowerPoint 

How  to  Deal  with  Troubled  Employees 

Techniques  of  Supervision 

Publisher                 Word 

Embracing  Diversity 

Train-the-Trainer  Certificate  Program 

HTML  Authoring 

Employment  Liability  Institute  for  Public 

Tier  1:  Making  the  Transition  to  Mngmnt. 

Introduction  to  the  Internet 

Managers 

Tier  II:  Mid-Level  Management 

Introduction  to  PCs/Windows  NT 

EPRS  -  full  and  half-day  sessions 

Development  Program 

Web  Page  Development 

CANTON/BROCKTON  -  MASSASOIT 

American  Sign  Language 

EPRS  -  full  and  half-day  sessions 

Train-the-Trainer 

Business/Report  Writing 

Mastering  Business  Etiquette 

Treating  the  Citizen  as  a  Customer 

Debt  Free  Living 

Sexual  Harassment  Prevention 

Access                     Excel 

Effective  Performance  Appraisal 

Team  Building 

Intro  to  Internet        Intro  to  PC's 

Effective  Public  Speaking 

Techniques  of  Supervision 

PowerPoint              Word 

Electronic  (Email)  Report  Writing 

Time  Management/Stress  Reduction 

Web  Page  Design    Win  95  &  Win  98 

FRAMINGHAM  -  MASS  BAY 

Critical  Thinking 

Stress  Management 

Introduction  to  PC's 

Customer  Relations 

Techniques  of  Interactive  Video  Use 

PowerPoint 

Intro  to  Interactive  Video  Delivery 

Time  Management 

Using  Email  and  the  Internet 

Systems  for  Conference  &  Instruction 

Access                     Excel 

Web  Page  Development 

Public  Speaking 

Introduction  to  Internet 

Word 

GARDNER  -  MT.  WACHUSETT 

Basic  Principles  Collaborative  Wkplace 

Event  Planning 

Techniques  of  Supervision 

Coaching:  Bring  out  Best  in  Others 

Executive  Writing 

Violence  Awareness 

Conflict  of  Interest  Seminar 

Leadership  Skills 

Access                     Excel 

Core  Writing  Skills 

Managing  Your  Priorities 

Outlook                    PowerPoint 

Critical  Thinking 

Resume  Writing 

QuarkXPress           Word 

Customer  Relations 

Stress  Management 

Intro  to  Internet 

Embracing  Diversity 

Successfully  Manage  Irate  Callers 

Intro  to  PC's/Win  NT 

Electronic  (Email)  Report  Writing 

Supervising  the  Marginal  Employee 

Using  Office  to  Create  Lively  Docs. 

EPRS  -  full  and  half-day  sessions 

Team  Building 

Web  Page  Development 

HAVERHILL-  NORTHERN  ESSEX 

Legal  Trilogy  Series: 

Basic  Workplace  Spanish 

Team  Problem  Solving  Tools 

Sexual  Harassment  Prevention 

EPRS  -  full  and  half-day  sessions 

Using  Myers-Briggs  to  Enrich  Relations 

Managing  and  Valuing  Diversity 

Give  &  Receive  Constructive  Feedback 

Access                     Excel 

Violence  in  the  Workplace 

Moving  from  Conflict  to  Collaboration 

Outlook                    PowerPoint 

HOLYOKE - HOLYOKE 

ABC's  of  Management 

How  to  Deliver  Winning  Presentations 

Introduction  to  PC's 

Dynamic  Communication 

How  to  Handle  Difficult  People 

Navigating  Windows  95 

First  Line  Supervision 

Managing  and  Resolving  Conflict 

Using  Email  and  the  Internet 

Fundamentals  of  Finance  &  Accounting 

Personal  Strategies  for  Managing  Stress 

Microsoft  Certification  Courses  (MOUS) 

for  Non-Financial  Managers 

EPRS  -  full  and  half-day  sessions 

Access                  Excel 

Going  the  Extra  Mile  for  Customer  Svc. 

Policies  for  a  Barrier  Free  Agency 

PowerPoint            Word 

WORCESTER  -  QUINSIGAMOND 

American  Sign  Language 

Debt  Free  Workshop 

Quality:  Through  Eyes  of  Customer 

Basic  Workplace  Spanish 

Embracing  Diversity 

Resolve  Customer  Dissatisfaction 

Blueprint  Reading 

EPRS  -  full  and  half-day  sessions 

Successfully  Manage  Irate  Callers 

Business/Report  Writing 

Executive  Writing 

Supervising  Marginal  Employee 

Challenge  of  Alzheimer's 

Give  &  Receive  Constructive  Feedback 

Techniques  of  Teaching  Adults 

Clarifying  Customer  Expectations 

Grant  Writing 

Work  Organization 

Certified  Nurse  Aides  Safety  courses 

How  to  Conduct  Needs  Analysis 

Access                     Excel 

Coaching:  Bring  out  the  Best  in  Others 

Multiple  Learning  Styles 

Intro  to  Internet        Intro  to  PC's 

Conducting  Business  on  the  Internet 

Myers-Briggs  Type  Inventory 

PowerPoint              Word 

Confront  Issues  with  Managers  &  Peers 

Project  Management  Seminar 

Intro  to  Win  95  and  98 

Dealing  with  Emotional  Behavior 

Public  Speaking 

WordPerfect 

Web  Page  Development 
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PARTICIPANT  REGISTRATION  FORM 

FOR  STATE  EMPLOYEES  ONLY 

Please  use  this  form  to  enroll  in  programs  you  would  like  to  attend.  Send  it  to  your  Department  Training  Liaison 
Office  (DTLO)  listed  in  the  front  of  this  catalogue.    You  and  your  supervisor  must  sign  this  form  below  (#©). 


1 .        Program  Information 

Title: 


Program  #  (from  catalogue): 

Program  Date(s): 
Location: 

Fee  $ 

Participant  Information 

Name: 

Department: 
Work  Address: 

Division: 

Floor: 

City: 

Zip: 

Work  Phone  (          ) 

Job  Title:                           Jo 

Fax#( 
b  Grade: 

) 
Bargaining  Unit: 

E-mail: 

Management  evel : 

Sex::        [      ]  Male            [     ]  Female 
Race:      [     ]  1.  White       [     ]  2.  Black 

[      ]  4.  Asian/Pacific  Islander 

[        ]  6.  Other: 

[      ]  3.  Hispanic 

[      ]  5.  Native  American 

Disability:             [       ]  Yes 
Special  Needs  (Specify): 

[      ]No 

Signatures:  (REQUIRED,  OR  FORM  WILL  BE  RETURNED) 

Participant: 


INSTRUCTION 

To  enroll  in  HRD  programs,  send 
one  participant  registration 
form  for  each  program  you  want 
to  attend  to  your  Department 
Training  Liaison  Officer  (DTLO) 

DO  NOT  SEND  TO  HRD 

If  selected  to  attend,  your  DTLO 
will  sign  and  return  the  form  to 
you.  The  entire  completed  form 
must  be  presented  for  admission 
on  the  day  of  the  course. 

Notify  your  DTLO  immediately 
if  you  must  cancel  so  a  substi- 
tute can  be  sent.  Programs  fees 
are  not  refundable. 

Refer  all  registration  questions 
to  your  DTLO.  For  additional 
information,  call  HRD  Registrar 
at  (617)  727-3777  x582.  The 
DTLO's  are  listed  in  the  front  of 
this  catalogue 


Supervisor: 

Department  Training  Liaison  Officer  Information:  (For  DTLO  use  Only) 

Once  you  receive  "confirmation"  status  for  this  slot  from  the  HRD  Training  Group,  please  provide  the 
following  information  and  return  this  entire  form  to  the  participant  with  instructions  to  present  the  form  for 
admission  to  class. 

This  admission  is  to  be  charged  to:  (if  no  charge,  provide  just  the  three  letter  agency  code  for  I.E.  No.) 


]  Invoice: 


Dept.  Code  3  Alphas 


[        ]  MMARS: 


Dept.  Code  3  Alphas 


Org.  Code  4  digits 


Signature: 


Phone:  (         )_ 


Status  on  Confirmation  Report        [     JConfirmed 


The  HRD  Training  Group  Information  (for  HRD  use  only) 

Coordinator: Data  entry  date: 


ext. 


[      JWait  List  (If  this  is  checked,  please 
do  not  attend  the  class.) 


Initials: 


6.        Cancellation  Policy 

Slots  requested  cannot  be  canceled  or  substituted  for  other  courses.   Scheduled  participants  who  cannot 
attend  should  notify  their  DTLO  so  that  an  appropriate  substitute  can  be  arranged. 

Participants  must  present  this  completed  form  for  admission  to  the  course. 

23 


PARTICIPANT  REGISTRATION  FORM 

FORMUNICIPAL  EMPLOYEES 

Please  use  this  form  to  enroll  in  programs  you  would  like  to  attend.  Send  it  to  your  Department  Training  Liaison 
Office  (DTLO)  listed  in  the  front  of  this  catalogue.    You  and  your  supervisor  must  sign  this  form  below  (#©). 

1 .        Program  Information 

Title: 


Program  #  (from  catalogue): 

Program  Date(s): 
Location: 

Fee  $ 

Participant  Information 

Name: 

City /Town 
Work  Address: 

Department 

Floor: 

City: 

Zip: 

Work  Phone  (          ) 
Job  Title: 
E-mail: 

Fax  #  (         ) 
Job    Grade: 

Management  T  ,evel : 

Sex::        [      ]  Male            [     ]  Female 

Race:       [      ]  1.  White       [     ]  2.  Black       [      ]  3.  Hispanic 

[       ]  4.  Asian/Pacific  Islander         [      ]  5.  Native  American 

[        ]  6.  Other: 

Disability:              [        ]  Yes 
Special  Needs  (Specify): 

[      ]No 

Signatures:  (REQUIRED,  OR  FORM  WILL  BE  RETURNED) 

Participant: 

Supervisor: 

INSTRUCTION 


To  enroll  in  HRD  programs, 
send  one  participant  registra- 
tion form  for  each  program  you 
want  to  attend  to  your  Depart- 
ment Training  Liaison  Officer 
(DTLO) 

DO  NOT  SEND  TO  HRD 

If  selected  to  attend,  your  DTLO 
will  sign  and  return  the  form  to 
you.  The  entire  completed  form 
must  be  presented  for  admis- 
sion on  the  day  of  the  course. 

Notify  your  DTLO  immediately 
if  you  must  cancel  so  a  substi- 
tute can  be  sent.  Programs  fees 
are  not  refundable. 

Refer  all  registration  questions 
to  your  DTLO.  For  additional 
information,  call  HRD  Regis- 
trar at  (617)  727-3777  x582. 
The  DTLO's  are  listed  in  the 
front  of  this  catalogue 


Department  Training  Liaison  Officer  Information:  (For  DTLO  use  Only) 

Once  you  receive  "confirmation"  status  for  this  slot  from  the  HRD  Training  Group,  please  provide  the 
following  information  and  return  this  entire  form  to  the  participant  with  instructions  to  present  the  form  for 
admission  to  class. 


]  Invoice: 


[       ]  P.O.  #  or  Check 


Signature: 


Phone:  (         ) 


ext. 


Status  on  Confirmation  Report  ]Confirmed 


[      ]  Wait  List  (If  this  is  checked,  please 
do  not  attend  the  class.) 


The  HRD  Training  Group  Information  (for  HRD  use  only) 


Coordinator: 


Data  entry  date: 


Initials: 


6.        Cancellation  Policy 

Slots  requested  cannot  be  canceled  or  substituted  for  other  courses.   Scheduled  participants  who  cannot 
attend  should  notify  their  DTLO  so  that  an  appropriate  substitute  can  be  arranged. 


Participants  must  present  this  completed  form  for  admission  to  the  course. 
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Northern  Essex  C.C. 
Haverhill 


Mt.  Wachusett  C.C 
Gardner 


Boston 


Holyoke  C.C. 
Holyoke 


Massasoit  C.C. 
Brockton 


Quinsigamond  C.C. 
Worcester 


Mass  Bay  C.C. 
Framingham 


Commonwealth  of  Massachusetts 
Human  Resources  Division 
Training  Group 

One  Ashburton  Place,  Room  1002 
Boston,  MA  02108 
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